Now days in the banking sector experts have to pay special attention to the service quality because it will decide the customer decision making process, but also it will make some changes in the customer satisfaction, purchase retention, loyalty and business survival. It may be shown in many researches. The main objective of this paper is to review the relationship between service quality and customer satisfaction. The research will help to understand the impact on the service quality and customer satisfaction.
Introduction
Psychology describes that satisfaction as "a state of mind that in general is imitative out of a evaluation between the what we want to receive and actually what we received. The important factors influencing the satisfaction of customerscorrect and faster transactions, experienced employees, security and the time spent in bank to complete their transactions. Responsibility of the bank employees will increase the customer service quality.  To study the impact of the banking service quality on the satisfaction of customers.  To know the attributes affecting customer satisfaction  To analyse the relationship between service quality and customer satisfaction in SBI in Tirunelveli.
Objectives of the study

 Review of literature
A number of additional studies point out to a relationship between customer satisfaction and Banking services. In their research, Jamal (2004) , in his article "Retail Banking and Customer Behaviour: A Study of Self Concept, Satisfaction and Technology Usage" investigated the customer behavior in retail banking by considering service quality and its outcomes. It was experiential that customers have different experiences of satisfaction and dissatisfaction for utilization of self-service technologies. Financial sector is changing into a lot of aware concerning theperformance analysis concerning quality of products/services according to customers' expectations.
Customer satisfaction is one of the most important concepts in the field of marketing studies today
Research Methodology
The primary data for the study was collected by using primary sources as it is the main aim of the research and also the secondary data was collected from journals, government reports, publications, newspapers, magazines which focused on service quality and customer satisfaction of State Bank of India.
Limitations of the study
The limitations of the study are, 1. The accuracy and reliability of data depends on the information provided by the respondents. 2. The respondent's views and options may vary in future. 3. The size of the sample was only 46. 4. Primary and secondary data are collected within limited area. ISSN: 0097-8043 Vol-118-Issue-10-October-2019 P a g e | 147
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Analysis and interpretation:
Majority 70 percentage of the respondents married and 30 percentage of the respondents unmarried.
Majority 30 percentage of the respondents create their own job opportunities, 28 percentage of the respondents are private employees, 22 percentage of the respondents are government employees working in various public organisations, and 20 percentage of the respondents come under the category of others.
Majority 41 percentage of the respondents comes under the income earning group of Rs 1,00,000 to Rs 3,00,000, 33 percentage of the respondents come under the income group of above Rs. 3,00,000 and 26 percentage of the respondents are come under the income group of below Rs. 1,00,000.
According to the type of account, majority 37 percentage of the respondents have savings account, 25 percentage of the respondents have current account, 20 percentage of the respondents have deposit account, 11 percentage of the respondents have retirement account and 7 percentage of the respondents have loan account.
Majority 37 percentage of the respondents have their account for more than 9 years, 28 percentage of the respondents accounting period is 7 -9 years, 20 percentage of the respondents accounting period is 4 -6 years and 15 percentage of the respondents accounting period is 0 -3 years.
Result of Anova test to show the relationship between customer satisfaction with different variables: Null Hypothesis:
There is no significant difference between the variables such as age, gender, educational qualification, marital status, occupation account type, account duration and the level of customer satisfaction.
Alternative Hypothesis:
There is significant difference between the variables such as age, gender, educational qualification, marital status, occupation account type, account duration and the level of customer satisfaction. The above table reveals that the level of customer satisfaction varies in some variables like educational qualification, occupation and the account duration. There is not enough evidence to prove there is significant relationship between the Level of customer satisfaction with age, annual income and account type. Vol-118-Issue-10-October-2019 P a g e | 149
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Correlation coefficient:
The bivariate Pearson Correlation is commonly used to measure the following:  Correlations among pairs of variables  Correlations within and between sets of variables Null Hypothesis:
There is no significant relationship between banking service quality and customer satisfaction.
Alternative hypothesis:
There is significant relationship between banking service quality and customer satisfaction. 
Correlation between service quality and customer satisfaction Correlations
Interpretation:
The above table shows that there is high positive relationship between banking service quality and customer relationship and it was statistically significant with value r=.892.
Findings:
 Majority 31 percentage of the respondents come under the age group of above 45 years,  Majority 54 percentage of the respondents are female and 46 percentage of the respondents are male.  Majority 70 percentage of the respondents married and 30 percentage of the respondents unmarried.  According to the educational qualification wise classification 37 percentage of the respondents completed higher secondary.  Majority 30 percentage of the respondents creates their own job opportunities, 28 percentage of the respondents are private employees.  Majority 41 percentage of the respondents comes under the income earning group of Rs 1,00,000
to Rs 3,00,000.  According to the type of account, majority 37 percentage of the respondents have savings account.  Majority 37 percentage of the respondents has their account for more than 9 years.  From the Anova calculation it reveals that there is no mean difference between the age group of the respondents and level of satisfaction.  Highest mean score of 6.29 are male respondents and female respondents mean score value is 6.08 and the same will be reflected in the standard deviation also.  Customer satisfaction according to income wise classification it reveals that there is no significant difference between annual income and level of customer satisfaction.  From the Anova calculation it reveals that there is no significant difference between account type and level of customer satisfaction.
 From the Anova calculation it reveals that there is significant difference between account duration and the level of customer satisfaction.  The level of customer satisfaction varies in some variables like educational qualification occupation and the account duration. Level of customer satisfaction does not vary with age, annual income and account type.  There is high positive relationship between banking service quality and customer relationship and it was statistically significant with value r=.892.
Suggestions:
 Bankers should collect feedback from their customers that they are really satisfied with their service and the products of the bank. If any dissatisfaction is mentioned by their customers it will be rectified in future.  High competition in the banking sector, so SBI should adopt new strategies to attract number of customers.  Nowadays each and every transaction is done through bank, so implementation of new strategies to convert their wish to need is much more helpful to enrich their business activities.  Customers are mostly dissatisfied with the physical facilities available in the bank.so the bank will fulfill the customers expectation with innovation , benefits and reputation.
